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Abstract: These days, universities in Vietnam are proposing a lot of measures to improve the
quality of higher education to meet the requirements of higher education reform. Resident student
assistance at universities has also become a criterion for evaluating the quality of an institution. The
Total Quality Management model is an education management model being applied in many
countries. It is therefore necessary to apply this model to the management of resident student
assistance activities. The article analyses a number of theoretical issues emerging in the
management of resident student assistance under a Total Quality Management approach.
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2. CONTENT
2.1. Overview of Total Quality Management
2.1.1. Definition of “Total Quality Management”
There are several definitions of the term “Total
Quality Management” (TQM) as follows: - According
to TCVN ISO 8402: 1999 “TQM - Management of an
organization focused on quality, based on the
participation of all members to achieve long-term
success by satisfying customers and benefiting those
members and the society”[1]. - According to Armand
V. Feigenbaum: “TQM is an effective system for
integrating efforts in quality development,
maintaining quality and improving the quality of
many groups within an organization in order to do the
marketing, apply science and technology, create and
provide services to fully satisfy the needs of customers
in the most economical way” [2; pp. 24].
In general, all the definitions of TQM imply that:
- TQM is customer-centered, because the standard
of quality is the satisfaction of customers, quality must
be affirmed and recognized by customers.
- TQM’s crucial motto is “Do it right from the start” to
prevent risks, avoid defects right from the first stage.
Therefore, TQM’s philosophy is “non-stop improvement,
step-by-step improvement towards perfection”.
- Quality can only be achieved through the active
participation and corporation of all members of the
organization. TQM is a human-centric management
system. TQM is an overall system that operates
horizontally. Not only managers must be responsible
for quality but all other members in the organization
also must share that responsibility.

1. INTRODUCTION
In recent years, student assistance activities (SAA)
at universities have been recognized as an important
task of universities, contributing to the quality
improvement of the universities. SAA including
resident student (RS) assistance has become a
criterion for assessing the quality of the universities.
Recently, many universities have invested in facilities,
enriched their resources, and improved professional
qualification of staff and civil servants in charge of
resident student assistance activities, contributing to
promoting the training quality of universities.
However, there is still a large gap between the quality
of resident student assistance activities and RS’ needs
and the requirements of university leaders. This
practice requires that the management of resident
student assistance activities at universities conduct
fundamental and synchronous innovations.
“Total Quality Management” is a method of
quality-focused management of an organization,
based on the participation of all members to achieve
long-term success by satisfying customers and
benefiting those members and the society. The
importance of Total Quality Management not only lies
in quality management of input and process, but also
in the development of working manner among staff
and civil servants. Therefore, it is very necessary to
apply Total Quality Management in the management
of resident student assistance activities in universities.
The article deals with a number of theoretical issues
in the management of resident student assistance under
the Total Quality Management approach.
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- TQM pays attention to total quality management
from quantity management to quality management of
products or services; quality of products or services is
the satisfaction of demands of consumers (customers).
Quality is also the reliability, which is the key factor
of competitiveness.
- Cultural changes of the organization (promoting
organizational innovations). TQM requires changes in
organizational culture such as manners, relationships,
working and management methods. TQM does not
impose quality standards from outside, but rather
creates quality culture within an organization, where
voluntary participation by all members in continuous
quality improvement processes towards satisfaction of
their customers at the best possible level.
2.1.2. TQM and management levels in the field of quality
To determine different levels in methods and depth
of the management process to achieve quality, the
researchers classify different quality management
levels or hierarchies of quality management: Quality
control; Quality Assurance and Total Quality
Management (TQM).
- Quality control is the last stage when a product is
produced. The purpose is to check and remove or
reject defective items or products (not eligible for
previous set standards). This approach may entail
considerable waste of time because it requires
removing or redoing unsatisfactory products.
- Quality assurance is “all scheduled and systematic
activities taken in a quality system and proved to be
sufficient to create a satisfactory confidence that a
certain product will fully satisfy the quality
requirements “[1]. Unlike quality control, quality
assurance is a process that is conducted before and
during manufacturing a product. It aims at preventing
defects right from the first step. The quality of the
product is guaranteed during the process of production
from the first stage to the last stage according to strict
standards, ensuring no defects in any stage. Quality
assurance means meeting the technical standards in a
stable manner. The quality of a product or service is
guaranteed by an in-house system. A quality assurance
system indicates how the production process should be
done and according to what standards. Quality
standards are maintained by following the procedures
outlined in the quality assurance system.
- TQM: compared with quality assurance, TQM is
at a higher level. TQM is not satisfied with the current

quality assurance results, but it requires a constant
exploration and continuous improvement to achieve
better quality.
2.1.3. Applying TQM in education
- TQM is customer-centered, meaning satisfying
customers. The most important internal customers are
students; external customers are parents, the
community, employers, and the society.
- All stages of the management process must be
effectively managed. Continuous improvements
should be made, doing it right from the start.
- Reasonable use of management functions helps
prevent errors at all levels, in all stages, departments,
and in each member of the organization.
- Total quality management is not based solely on
experts but it is also the shared responsibility of all
members of the organization.
- The application of TQM is not only about
introducing a new method of management but also
about changing the entire culture.
2.2. Resident student assistance
2.2.1. Concept resident student assistance
Resident students are full-time university or college
students who are currently studying at universities
and living in dormitories. Resident students are under
the management of the university/college and are
obliged to closely comply to the state’s policies and
laws and the university/college’s current regulations on
resident students.
Assisting resident students involves the activities
that help students increase their understanding of
regulations in study and training; experience in solving
students’ frequently-encountered problems and all the
facilities that the university/college provides so that
students can follow their rights and obligations while
living in dormitories (dorms). Resident student
assistance involves various aspects such as political and
ideological education, ethics education, and lifestyle
orientation; daily life problems; study and employment.
In addition, assisting resident students creates the most
favorable conditions possible for resident students to
study and live, equips them with knowledge of
complementary skills, culture, sports, etc. Living far
away from homes, resident students frequently
encounter difficulties in life and are usually financially
disadvantaged, so resident student assistance is
essential for them due to their real need for support.
9
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Student assistance may also include providing student
loans to help them pay for their living expenses and
tuition fee and many other expenses.

+ Financial assistance: This is an activity to praise,
support and assist students living in the dorms with
particularly difficult situations. Financial assistance
activities include giving loans, scholarships or
financial grants.

2.2.2. Role of resident student assistance in the total
quality management (TQM) approach in improving
training quality

+ Accommodation and facilities: accommodation
and facilities such as canteens, supermarket, student
booths, parking lot, other amenities (gym, public
washing machine, café...) are provided with
reasonable prices, positive attitude and guaranteed
quality of services.

Resident student assistance in the approach of
TQM plays an important role in creating
psychological, physical and mental balance for
students, on the basis of ensuring better benefits for
them, therefore, creating conditions for improving
quality of education and training.
Resident student assistance is one of the key
activities of universities to fulfill the goal of training
students with comprehensive development, ethics,
knowledge, health and strong occupational awareness,
who are loyal to the idea of national independence and
socialism, and able to meet and adapt to the
requirements and practices of the world of work.
Resident student assistance is a key and essential task
of higher education in maintaining the discipline and
training students; besides, resident student assistance
enables resident students to maintain solid ideology and
political status following the Communist Party’s and
State’s orientations and policies. This activity is crucial
in the reform process and the sustainable development of
human factor especially regarding the quality of
awareness, knowledge and action.
2.2.3. Contents of resident student assistance
Resident student assistance includes some basic
contents as follows:
- Assistance for students’ daily-life problems: Apart
from the advantages, students living far away from
home also encounter difficulties such as: lack of mental
support of families, self-managing living expenses, etc.
Therefore, daily-life problem assistance partly relieves
their daily concerns and help them focus more on their
study.
+ Cultural and sport activities: dormitories (dorms)
regularly organize cultural and musical activities to
help students relax after stressful learning hours,
improve their health, promote solidarity and
friendship, socialize and learn from each other.
Additionally, political, ethics and lifestyle education
for students is also integrated into such activities;
thereby, contributing to the comprehensive
development of students.
10

+ Health consultancy and health are services:
living environment and sanitation in dorms is always
improved and maintained to create a “green - clean beautiful” environment in dorms. SAC coordinates
with functional authorities to ensure environmental
and food hygiene and safety, actively takes care of
students’ health and provides timely support when
students are sick or in case of potential epidemic.
+ Security activities: focusing on maintaining political
security; order and security; environmental hygiene, food
hygiene and safety; fire protection in dormitories.
- Assistance for students’ study:
+ Clubs in dorms create a practical supportive
environment, helping students improve their life skills.
English Clubs not only provide the “environment” for
resident students to improve their English skills but also
to help them improve their soft skills which are helpful
for their future jobs and life such as communication,
presentation, or group work skills. Vietnamese clubs for
international students create a friendly space for foreign
students to share about their lives in dorms in particular
and in Vietnam in general.
+ Soft skills training courses: Soft skills have a
great impact on one’s career and life. In fact, many
young people lose their career opportunities due to the
lack of soft skills, so organizing courses on training
soft skills is very necessary.
+ Self-study rooms and reading rooms: For
students, self-studying is very necessary. In addition to
acquiring knowledge in the classroom, most students
have to self-study to actively acquire knowledge.
Convenient self-study rooms equipped with reference
books and Internet connection and located right in the
dorms become a destination for resident students to
self-study, carry out scientific research after class,
especially when preparing for exams.
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- Assistance for students’ career and start-ups:
career counseling and orientation, internship and career
assistance for students through the following activities:
+ Organizing career counseling and orientation
sessions, seminars with the participation of speakers,
employers, creating bridges between employers and
students. Through these activities, students shall have
a comprehensive view of the labor market
requirements and build up the best roadmaps for their
studying, developing skills, learning foreign
languages to meet the requirements of employers.
+ Organizing field trips to well-known factories
and enterprises for students to familiarize themselves
with professional working environment and manners.
+ Organizing job fairs for students, assisting students
to find part-time jobs while they are learning to earn extra
income and improve their skills at the same time.
2.2.4. Forces involving in assisting resident students
Forces involving in assisting resident students in
universities/colleges include: Board of Management
(Board of Directors), Political & Student Affairs
Department, Training Management Department,
faculties (mainly head teachers), Youth Union,
Students’ Association, clubs. However, because
resident student assistance activities may involve
diversified contents, which may require people with
professional knowledge in the related field, it is
necessary to have professional organizations to
support universities/colleges in in-depth consultancy
activities such as legal organisations, social
organizations, enterprises, career orientation centers,
psychological treatment centers, health centers.
Among the abovementioned forces, the Rector
(Director) is the manager of assistance activities, Political
& Student Affairs Department is the department mainly
in charge of the implementation of resident student
assistance activities and coordination with other
departments, faculties, the Youth Union, the Students’
Association, clubs, local authorities... to implement
required measures they have planned for students.
2.3. Management of resident student assistance
activities at universities under the TQM approach
2.3.1. Definition
Management of resident student assistance
activities may be defined as all systematic, planned,
regular and continuous measures and methods of
management organised by the managers and resident
students themselves to monitor, adjust and enhance
11

resident student assistance activities in the aim of
students’ satisfaction, ensuring their legitimate
benefits, best exercising their rights and obligations as
resident students; creating favourable environment
and motivation to achieve education and training
objectives of universities.
According to research findings, management of
resident student assistance activities under TQM
approach is the management of assistance activities
given to resident student who are learning at the
universities and living in dormitories to achieve the
above objectives. They are activities of the managers
(Board of Management, departments, faculties,
dormitory management board, ...) that exert impacts
on subjects under the management (students) by
management measures (management of self-study
activities, soft skills fostering activities, culture
activities, sports clubs) to achieve the goal of
supporting students in their study and their lives.
2.3.2. Factors affecting management of resident
student assistance activities under TQM approach
- Social environment
+ Under the leadership of the Communist Party,
our country has undergone many important changes
such as political stabilization, considerable growth in
economy, improvements in many cultural and social
aspects, or improvements in physical and spiritual life
of people... These positive changes have created
favorable conditions for the development of education
and training. Living and learning conditions of
students have also been improved.
+ The negative side of the market economy is the
emergence of a range of social evils such as gambling,
alcohols and drug addiction, prostitution, etc. Some
students become more materialistic, relationships
between family members, individuals and individuals,
the community and individuals become more distant;
some individuals tend to isolate themselves from others.
The entire social environment with both positive and
negative sides is day by day affecting students directly
and indirectly in general and resident students in
particular. It is the goal of all managers to minimize the
negative impacts on students so that they can focus on
their study to achieve educational goals of the country.
- Education objectives and policies and guidelines
of the Communist Party and the State
+ The Guideline of the Party have been manifested
by policies that give top priority to and create a favorable
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environment for the development of education and
training. These policies focus on issues such as
investment, tuition fees and development of systems,
networks of schools and classes; the issue of ensuring
social equality in education, giving priority to
development of education in regions with ethnic
minorities and regions with disadvantaged situations;
comprehensive educational reforms of contents, teaching
and learning methods, systems, networks of schools and
classes and educational management systems; benefits
for teachers and learners; improving the coordination
mechanism between the university, family and society;
implementing administrative reforms; international
cooperation in education; socialization of education.
+ Regarding students in general and resident
students in particular, the State’s policies on
scholarships, tuition fees, training funds, employment
support, policies to encourage students to study and do
scientific research, etc. are practical ones that have a
positive impact on the lives of students, creating a
favorable learning environment for them.

student assistance activities, are the first and most
important people to be responsible for such activities.
University leaders include rector, deputy rectors,
heads of faculties, department heads, and heads of
divisions. Each level of management will have
different tasks and functions, but generally, the
management of student assistance activities requires
management capacity and ethics of managers.
+ Rector is responsible for planning strategic visions
as well as making decisions on the long-term
development of a university. The Deputy Rector is a
helpful assistant to the Rector in the implementation of
management works. Heads of faculties, heads of
functional departments and heads of divisions are those
who receive management decisions and directly
communicate such decisions to each unit they are in
charge of. As in the management of student assistance
activities, if the managers do not have management
capacity, they will not be able to fulfill their functions
and tasks assigned. In addition, ethics of managers are
very important because the managers must be the
pioneer and responsible for student assistance activities.
- Characteristics of students and resident students
+ Students are young people, often from 18 to 25
years of age, whose social position changes
dramatically compared to the prior age group and
whose social relations have been much expanded.
These changes lead to students’ expectation to grasp
the understanding of the world, society and norms in
human-human relations, of themselves and wish to
prove themselves. Students are open to new things,
love to explore things and creative, but they are quite
sensitive to social-political issues; sometimes they
shall become extreme if not properly oriented.
+ Most students are hard-working, dynamic, actively
participate in scientific research and always make efforts
to improve themselves. However, some students are still
doubtful about the Party’s revolutionary idea, afraid to
participate in collective activities, tend to indulge
themselves too much, do not actively study and train, do
not strictly follow the university rules.

- Awareness of staff, teachers and other forces
participating in assisting students

+ In terms of living environment, students usually
study at universities and colleges (usually in urban
areas), live in a community (university/class, class) as
members with similar knowledge, age, and close
relationships. In this environment, students have
considerable
initiative,
are
socially
and
physiologically mature. Many new needs appear and

+ This is a decisive factor in the process of
managing student assistance activities in universities
because university leaders and staff of the student
assistance center are people who directly manage
12
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develop in a more diverse manner, such as studying,
acquiring and expanding knowledge; improving
physical and spiritual life; proving themselves,
improving their positions. However, due to the lack of
life experience, students also have limitations in
selection and perception of new things.
+ In addition to these characteristics, resident
students have their own characteristics: they are
arranged to live in shared rooms. They are arranged in
a very diverse manner: they may be students of the
same or different class, academic years, faculty or
major; age, background, ethnic groups, regions, levels
of awareness and viewpoints...
+ A basic characteristic to distinguish students
living on-campus from students living off campus is
that resident students live in a collective environment.
Thus, their personalities are partially influenced by
many factors in the dorm environment. At the same
time, resident students live and study in a collective
environment under the control of the university, the
dorm management board.
2.3.3. Contents of management of resident student
assistance activities under TQM approach
Based on the analysis of the principles, the most
important constituents of TQM and some models of
educational management under the TQM approach as
well as the possibility of applying TQM to the
management of resident student assistance activities,
it is possible to identify the contents of management
under TQM approach as follows:
- Customer-centered: Every organization is
customer-centered, aiming at satisfying the needs of their
customers not only at present but also in the future and
strive to exceed customers’ expectations. To do that, it is
important to identify who “customers” are: external
“customers” are resident students (the most important
customers) and their parents; internal “customers” are the
managers, leaders and teachers. Also, it is important to
identify the needs of each type of customer to use as basis
for planning operating strategies. In addition, it is
necessary to measure the level of customer satisfaction
and to take measures to continuously improve the level
of customer satisfaction.
- Leadership and quality planning: leadership and
quality planning are decisive factors in the quality
management model. Leadership and quality planning
include:
13

+ Defining mission and vision, which are
statements about the functions and duties of a unit, the
future image that the unit aims to become, as well as
cultural and spiritual values that staff and resident
students are maintaining and developing.
+ Building quality policy, which is statement of a
unit about the basic directions asserting the ability to
provide high quality services and meet the needs of
resident students.
+ Preparing quality plan is the medium-term plan
of a unit based on the analysis of international and
national context, SWOT analysis, and identification of
strategic solutions, resources and roadmap.
+ Organizing implementation and quality
evaluation: Organizing the implementation of the
plan, evaluation and adjustment (if any) are important
and regular tasks of managers. This should be done
based on the motto of satisfying customer needs.
- Process management: the customer-oriented
management model requires process-based management
of works. Management of quality of resident student
assistance activities consists of complex management
activities with the participation and interaction between
three factors: input quality management, process quality
management and output quality management.
+ Input quality management: means quality
management of the stages: enrollment (recruiting resident
students); preparation management staff, specialists,
service personnel; preparation of facilities; preparation of
goals and contents of student assistance activities.
+ Process quality management: is quality
management in setting goals, contents; organizing
assistance activities for students’ daily life, study, and
career... of management staff, specialists and staff.
+ Output quality management: is the quality
management of the stages; evaluation and assessment
of students’ training; assessment of resident students’
satisfaction level; approval and settlement for students
who leave dorms; keeping resident students’ records.
TQM is developed on the basis of the quality
assurance system, so it is necessary to improve the
system and to set up operational procedures from
input, process and output.
- Participation of all forces: from a TQM
perspective, the operation quality of an organization, in
other words, products of an organization are the result
of a complex process involving participation of many
different people and under effects of many factors.
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Educational goals are achieved through a variety of
activities undertaken by many people. Collaboration is
key to connect these “materials”. The task of managers
is to create organizations, institutions and mechanism
that promote interpersonal collaboration. The meaning
of the word “total” in the phrase “total quality
management” is that each person, each link in the whole
chain of production or operation must ensure quality
and be responsible for the quality. Therefore, in order to
achieve high quality, individuals are required to connect
to each other at the highest level. This connection at the
level of consciousness is mutual agreement on mission
and goals, and at the level of action, is cooperation.
Continuous
improvement:
continuous
improvement of results must be a permanent goal of
the organization. To improve the quality of training to
meet the requirements of customers, continuous
improvement must be a regular activity of each staff
as well as of the entire unit. The unit must constantly
innovate, improve service operating method and
improve quality of service. The improvements can be
made step by step or they may be significant leaps.
Method of improvement should be based on the needs
of resident students, requirements of the university
and the whole society.
3. CONCLUSIONS
TQM is an effective system that integrates efforts of
sustaining, developing and improving quality of many
groups within an organization in order to promote and
apply science and technology, produce and deliver
services, fully satisfy the needs of customers in the most
economical way. TQM applies a method of
management that creates favorable conditions for
sustainable growth through the mobilization of all its
members in order to produce quality in an economical
way according customers’ needs.
Thus, the theoretical study of the management of
resident student assistance activities in universities
under the total quality management approach with
specific characteristics in the contemporary context is
necessary to provide a basis for proposing effective
management measures for resident student assistance
in the aim of meeting the higher requirements of
training quality and perfecting universities’ training
products in response to the requirements of the
fundamental and comprehensive reforms of education
and training in light of the 8th Central Resolution
(session XI) of the Party.
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